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Revisiting satisfaction in collaborative exchanges: The Tolerance Tetrahedron

The sharing or collaborative economy has brought about an "horizontal revo-
|lution" wherein goods and services are no longer provided by companies to
consumers (B-C) but are exchanged among consumers themselves who may
act as providers and/or users (C-C or peer-to-peer). Of course, most of the
time, such exchanges are mediated by a commercial platform. A number of
studies have shown that an overwhelming majority of consumers are satis-
fied with their collaborative experience and that among those who lived a
bad experience, only 0% decided to stop using collaborative services (Fing
and OuiShare, 2013). This is far beyond the |evels of satisfaction and loyalty
that characterize the conventional economy. So, collaborative consumers
seem to be more tolerant. This paper precisely aims at investigating why
consumers are more tolerant in the case of a service failure and, more
broadly, at revisiting the post-purchase evaluation process in the framework
of C-C or peer-platform-peer relationships. Using an emergent research
design, we investigate this specific research question through individual in-
terviews and focus groups. We interpret our findings according to four theo-
ries: attribution theory, the zone of tolerance concept, empathetic reasoning

and role theaory.
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